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ONE CALL...DOES IT ALL! 

 

 Since 2004, Durham One Call, a division of the City Manager’s Office, 

has provided customer service to citizens, businesses, visitors and City 

employees.   Our Mission is to improve customer service for the City of 

Durham, its employees and community through improved communication 

and data collection.  DOC serves as a citizen’s first 

point of contact by providing general information 

about City events and services.   

Our Objectives are to increase efficiency of City 

departments by providing customer service support; 

reducing the number of non-emergency calls to 9-1-1; creating 

accountability by tracking service requests  and providing support during 

weather-related emergencies.  That ‘One Call’ to 919-560-1200 connects 

citizens with a Call Center Representative who can answer questions, 

generate service  requests, or connect callers 

to the appropriate City department.   
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 The Assistant to the City Manager oversees the operation of Durham One Call.   

The Call Center Manager is responsible for day-to-day operations including 

planning, management and ensuring the highest quality customer service.  Durham 

One Call also manages the information desk in the lobby of City Hall.  The Lobby 

Representative answers general questions in person and over the telephone.  

Bilingual representatives, fluent in English and Spanish, are available to assist when 

needed.   All Durham One Call Representatives are responsible for answering 

incoming calls in a timely manner, providing accurate information, and excellent 

service. 

DURHAM ONE CALL STAFF 
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HOURS OF OPERATION 

 Representatives are available Monday through Friday from 8 am 

to   6 pm.  For calls received outside of normal business hours, callers 

can leave a detailed message and the information or request for ser-

vice is forwarded to the appropriate City department.  Durham One 

Call enables the City to enhance monitoring of its services  by using 

tracking software and offering a more efficient and accountable City 

Government. 

 Individuals who are hearing-impaired can access Durham One 

Call’s TTD by dialing 919-560-1245.   

City services can also be requested online at www.durhamnc.gov/

departments/onecall/online_index.cfm.   

http://www.durhamnc.gov/departments/onecall/online_index.cfm
http://www.durhamnc.gov/departments/onecall/online_index.cfm
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 The following City departments partner with Durham One Call to enhance their 

responsiveness to the needs of the community:  General Services, Neighborhood 

Improvement Services, Public Works, Solid Waste Management, Water Management 

and Transportation.   The partnership roles are reflected in Service Level Agreements 

documenting benchmarks (indicating expected time frame for completion of service).  

These benchmarks establish customers’ expectations and promote departmental 

accountability.  To enhance customer service, the partner department’s staff liaison 

and Durham One Call leadership regularly collaborate on updates enabling DOC to 

provide the most accurate information.    

PARTNER DEPARTMENTS 
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 *Abandonment rate refers to calls disconnected before speaking with a Call Center   

 

OUR STANDARDS 

One Call Standards FY 11/12  FY 11/12  

Percentage of calls answered within 60 seconds 90% 81% 

Abandonment rate*   <10% 6% 

Communication within next  business day 90% 98% 

Satisfaction with Durham One Call 90% 70% 

   

Representative Standards FY 11/12  

Goal 

FY 11/12 

Actual 
Average length of call < 1:30 minutes 1:28 minutes 

Average number of calls answered per day  95 122 
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OUR STANDARDS 

 

 The ease of use and convenience of Durham One Call to the residents and 

businesses reflect a year to year increase in calls received of 2%.  Durham One Call 

representatives answered on average 909 calls daily, received a total of 236,509 calls, 

and answered 221,152.  Durham One Call Representatives also created 24,768 

requests for various City services.    

 The following page reflects the call volume and activity. 
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CALL CENTER ACTIVITY 

Number of Calls Answered by Durham One Call 

by Month for FY11/12 

Partner Department Number of  

calls answered 

on behalf of 

partner dept 

Percentage 

of total 

calls re-

ceived by  

DOC  

Water Management 121,038 55% 

Solid Waste Management 32,173 15% 

Public Works 5,088 2% 

Neighborhood Improvement  
Services 

1,874 .8% 

General Services 492 .2% 

Transportation 414 .2% 

Total 161,079 73% 

Number Calls answered on behalf of  Partner Departments 

Water Management, 
121,038

Other, 20,522

Solid Waste, 32,173

Public Works, 5,088

Neighborhood Improvement 
Services, 1,874

General Services, 492

Transportation, 414
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 Durham One Call Representatives use tracking software to create a service 

request for our partner departments.  Once a service request is initiated, a tracking 

number is assigned and the request is submitted electronically to the appropriate City 

department.   Upon receipt of the service request, the partner department is 

responsible for completing the service requested by the projected completion date as 

specified in the service level agreement (SLA).  All service requests open beyond the 

benchmark completion date are reported weekly to the responsible City departments 

and Deputy City Managers. 

 The following page reflects the service request activity for FY11/12. 

CALL CENTER ACTIVITY  
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CALL CENTER ACTIVITY 
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Number of Service Requests Created by Durham One Call

Partner Department Number of  

Service Requests 

Percentage 

of total ser-

vice requests 
Solid Waste Management 13,030 52% 

Water Management 5,851 24% 

Public Works 2,292 9% 

Neighborhood Improve-
ment  

Services 

1,571 6% 

General Services 579 2% 

Transportation 392 2% 

Total 23715 95% 

Number of Service Requests created per Partner Department 

Solid Waste, 13,030Water Management, 
5,851

Publc Works, 
2,292

Neighborhood Improvement 
Services, 1,571

General Services, 579
Transportation, 392
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QUALITY ASSURANCE 

 Durham One Call measures quality assurance through online satisfaction surveys. 

These surveys provide feedback about Durham One Call and the City department re-

sponsible for service.  In FY 11/12, Durham One Call received 138 surveys and from 

those averaged an overall satisfaction rate of 70%. 



13 

 

 

CALL CENTER ACTIVITY 

 During FY11/12 Durham One Call participated in a proactive audit performed by 

the City’s Audit Services Department.  The findings of  the review were positive and of-

fered recommendations to enhance the Durham One Call Operation.  To name a few, in-

creased communications with partner departments, collaborative ‘refresh’ training for 

Durham One Call  representatives with partner departments, and annual review of  

organizational goals.   

 Durham One Call leadership developed a plan to incorporate the feedback provided 

by the Audit Services Department and, to date, has hosted ‘refresh’ training with the  

Solid Waste Management Department and the Customer Billing Division of the  

Department of Water Management.  The online survey feedback is also being used to en-

hance customer service and process efficiencies. 


